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A company will need the relevant proper platform, 
solution and workers with IT knowledge as well as the 
necessary knowledge on the company’s business to 
obtain maximum results using knowledge management. 
This paper focuses on the issues and challenges in k-era 
which are K-Workers, Reluctance to Share Information, 
Technology versus Culture, Organising and Managing 
Unstructured Data, and Leadership – Facilitating 
Knowledge Generation. In addressing these problems, 
Knowledge Management Competencies and Taxonomy 
are discussed. The organisation’s goal should be to 
foster a corporate culture that is constantly learning, and 
to embed in it the organisation’s business processes. 
Organisations will benefit from management’s 
involvement in championing and facilitating the 




Knowledge, Knowledge Management, Knowledge 





As a rule, he or she who has the most information will 
have the greatest success in life –  
Benjamin Disraeli 
 
Organizations and enterprises alike are realizing how 
important it is to “know what they know” and be able to 
make maximum use of the knowledge they possess 
(Shahnon, 2000). In reality though, many organizations 
do not “know what they know”, and such a situation can 
often lead to duplication of effort throughout the 
organization. All too often one part of an organization 
repeats work of another part simply because it is 
impossible to keep track of, and make use of, knowledge 
in other parts. 
 
Clearly, the knowledge that supports an organization’s 
processes and decision-making capability is an absolute 
vital resource, but it is a resource that usually suffers 
from under-management (Shahnon, 2000). That’s why 
knowledge management – the harnessing and 
organization of information assets that reside in the 
databases of an organization or in its employees’ 
collective brainpower – has become such a critical part of 
doing business in today’s economy.  
 
1.1 What is Knowledge? 
 
Knowledge can be a very difficult concept to define 
(Shahnon, 2000). There exist many possible, equally 
plausible definitions of knowledge. Indeed, a whole 
branch of philosophy is given over to questions about 
knowledge. On the other hand, “knowledge” is a word 
we all use and understand in everyday life without much 
trouble. According to the Webster Dictionary, kn owledge 
is the fact or condition of knowing something with 
familiarity gained through experience or association.  
Knowledge, according to the Oxford Dictionary, is a 
person’s range of information or sum of what is known 
(Penafort, 1999). Knowledge may be recorded in an 
individual brain or stored in organizational processes, 
products, facilities, systems and documents. 
 
The organizational wealth of knowledge – the ideas, 
understandings, facts, rules, models and concepts, which 
it possesses that are used to take effective action to 
achieve its goal(s), is referred by various labels such as 
knowledge capital, knowledge assets, intangible assets, 
intellectual capital and so on (Shahnon, 2000). 
Knowledge assets are the knowledge regarding markets, 
customers, products, technologies and competitors that 
an organization owns or needs to own, and which enables 
its business processes to generate profits or add value. 
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But where does knowledge reside in an organization? 
This is part of what makes knowledge management such 
a difficult concept to grasp and put into practice. 
Knowledge is ubiquitous (Shahnon, 2000). It can live 
inside myriad databases, which explains why data 
warehousing – extracting customer patterns and other 
critical information from databases – is such a crucial 
component of businesses today. Some knowledge is 
difficult to draw out; it often lies hidden and undervalued 
in the minds of individual employees. And it may also 
dwell in the relationships that colleagues have with 
people at other companies. 
 
1.2 Why is Knowledge Valuable? 
 
It has been noted that successful companies are those that 
consistently create new knowledge and disseminate it 
through the organization (Penafort, 1999). It is the 
management of this base of knowledge which gives them 
their co mpetitive edge.  
 
In today’s fast-paced economy, an entity’s “knowledge 
base” is rapidly becoming its only sustainable 
competitive advantage (Shahnon, 2000). There is 
increasing realization that sustainable organizational 
competence depends upon the organisation’s capacity for 
creating new knowledge through an ongoing and 
continuous process of learning and unlearning. As such, 
this resource must be protected, cultivated and shared 
among the organisation’s members. 
Until recently, companies could succeed based upon the 
individual knowledge of a handful of strategically 
positioned individuals. However, when competitors 
promise more knowledge as part of their services, the 
competition is over. Why? Because organizational 
knowledge does not replace individual knowledge, it 
complements individual knowledge, making it stronger 
and broader.  
 
Hence, the full utilization of an organisation’s 
“knowledge base”, coupled with the potential of 
individual skills, competencies, thoughts, innovations 
and ideas will enable an organization to compete more 
effectively. 
 
1.3 What is Knowledge Management? 
 
During the past few years, information strategy 
executives have seen the emergence of interest in the 
newly chartered topic of knowledge management 
(Shahnon, 2000). The shared theme is that, increasingly, 
knowledge in the minds of organizational members is of 
greatest value as an organizational resource. 
 
However, there is no commonly accepted understanding 
of “knowledge management” or of the business case for 
investments in knowledge management or of how 
knowledge management relates to business performance 
(Shahnon, 2000). Often, it is difficult to justify why 
specific information technology solutions fall in the 
realm of knowledge management rather than within the 
scope of plain old information management or data 
management. This ambiguity has led some consultants to 
recently remark that knowledge management is just a 
fad.  
 
Knowledge management is not only about managing 
knowledge assets but also managing the processes that 
act upon the assets  (Shahnon, 2000). These processes 
include: developing knowledge, preserving knowledge, 
using knowledge and sharing knowledge. Knowledge 
management involves the identification and analysis of 
available and required knowledge assets and knowle dge 
asset-related processes, and the subsequent planning and 
control of actions to develop both the assets and the 
processes so as to fulfill organizational objectives. 
 
Speaking at the National Knowledge Management 
conference in Kuala Lumpur, Dr Nikolai Dobberstein, 
McKinsey & Co Malaysia senior manager, said that 
knowledge management is a conscious strategy of getting 
the right knowledge to the right people at the right time 
(Penafort, 1999). 
 
2.0  WHY IS KNOWLEDGE MANAGEMENT 
DIFFICULT? 
 
The major issue about knowledge is that it is vital to the 
continued operation and development of an organization 
and their plans; it is expensive to acquire and valuable 
but intractable once acquired; it is difficult to obtain, 
assess, understand, retain, share and protect (Shahnon, 
2000). In other words, it is difficult to manage. 
Organisations suffer from specific characteristic 
problems associated with knowledge: 
 
• “Knowledge Bottleneck” – A particular skill or 
expertise is in short supply causing a bottleneck 
that restricts the operations that compete for that 
supply. 
• “Organisational Amnesia” – Organisations fail 
to retain knowledge acquired and lessons learnt 
in the past. The people who had the knowledge 
leave and no retrievable record remains. 
• “Sub-optimal Decision-making” – The best 
knowledge available fails to be applied correctly 
leading to sub-optimal decision-making. 
• “Wasted Resources” – Since the organization 
does not really know what knowledge resources 
it has, it fails to capitalize on potential new 
initiatives. 
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Dobberstein also identified some of the common 
symptoms of knowledge management problems: 
 
• Emphasis on gut feeling in decision making 
which results in key decisions being wrong 
• Frequent re-invention of the wheel which is 
reflected in the same mistakes being repeated 
• Failure to attract/retain outstanding people 
where the company instead attracts weaker 
talent and hence generates poorer performance 
• Insularity and inward-looking focus, where 
management fails to leverage on external 
expertise. 
 
3.0 ISSUES AND CHALLENGES IN K-ERA 
 
3.1 Knowledge Workers (K-Workers) 
 
Malaysian companies are still at infancy stage of 
knowledge management and employee skills, and need to 
prepare for the knowledge era. Deputy Human Resources 
Minister (2003) Dr. Abdul Latiff Ahmad said this was 
because training at present is concerned with helping 
employees acquire specific knowledge, skills and the 
attitude. 
 
He said as the successful transformation of the economy 
and realization of Vision 2020 would largely depend on 
workers, training programmes should focus on producing 
knowledge workers. The right skill and expertise must be 
available to increase productivity of the new economy. 
Latiff said the challenge to Malaysian companies is to 
produce an increasingly large pool of technical, 
scientific, industrial, managerial and entrepreneurial 
workforce. 
 
The effectiveness of a company was largely dependent 
upon the effectiveness of its training programme. 
 
Citing an example, he said the former Prime Minister 
Tun Dr Mahathir Mohamad had said in Brazil that South 
American and ASEAN countries could increase bilateral 
trade to hedge against the possibility of being dragged 
down by the countries of the North. Malaysia has 
increased its trade with countries in the Middle East and 
East Asia. 
 
He also said that it is clear that the changing environment 
and re-alignments call for fresh thrusts in the way we do 
things. 
 
Until the beginning of the last century, workers were 
operating only in the craft and cottage-based industries; 
they were not familiar with large organizations 
(Devarajan, 2005). 
 
Most of them did not have the benefit of education and 
external pressure and sometimes even threat were the 
only motivation for them to work (Devarajan, 2005). 
Skipping links in the chain of command was nothing 
short of sacrilege and rabble-rousing. The concept of 
bureaucracy as formulated by Max Weber, involving 
division of labour and a framework of rules, regulations, 
and regimen was hailed as a paramount virtue. Henry 
Ford articulated aptly and, also, in anguish the “summum 
bonum” of the management philosophy prevalent at that 
time: "What I want is a good pair of hands; unfortunately 
I must take them with a person attached." Just as the 
proliferation of industrial workers in the old scheme 
warranted the need for a professional management cadre, 
so also the emergence of the knowledge workers has 
been a challenge to the management in the new 
dispensation. Since knowledge is an invisible asset that is 
more metaphysical than physical or empirical, 
management can no longer be done or defined as a 
function of control and overview of employees. Further, 
because knowledge work can and is being done both by 
managers and workers, the line of distinction between the 
two has blurred, becoming almost extinct. The advent 
and expansion of knowledge work was foreseen as far 
back as 1958, when American economist Fritz Machlup 
reckoned that the sector of knowledge work in the United 
States was growing twice as fast as the rest of the 
economy . 
 
Today, knowledge workers are paid premium salaries, 
they add the maximum economic credibility, and they are 
the key determinants of the commercial value and worth 
of those organisations that employ them (Devarajan, 
2005). It is difficult to define or describe knowledge 
workers, as they are not all of a piece. Every worker 
employs some knowledge to perform his job. Perhaps, 
the proportion of time invested may be a differentiating 
factor. 
 
One obvious distinction, however, may be between 
knowledge-creators, and knowledge-users  (Devarajan, 
2005). Knowledge-creators are those who innovate new 
ideas and avenues for application by other employees in 
the organisation. This category may consist of research 
and development personnel, product development 
engineers, process designers, systems analysts, and so on. 
 
Knowledge-users are the people who apply and use such 
knowledge in their work (Devarajan, 2005). A chartered 
accountant, or a dentist, or a garden-variety engineer is 
an example of such a professional, who uses and applies 
knowledge created by others. Another criterion to 
identify knowledge workers is based on the types of 
ideas they work with. Knowledge workers invariably 
deal with big ideas, which dramatically and radically 
change people and organisations - ideas for new 
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products, new services, business models, and strategic 
course corrections - as opposed to small ideas associated 
with incremental benefits, quality, upgradation and 
continuous improvement. The conventional view had 
been that big ideas were the exclusive domain of a select 
few. Workers were branded as mere users of ideas; 
innovation was out of bounds for them. Catalysts and 
change agents belonged to the elite cadre of management. 
There has been a radical shift from this mindset in the 
current commercial climate, wherein success belongs to 
those organisations that make it every employee's 
responsibility to propound new ideas . 
 
According to the National Productivity Corp. (NPC), the 
worker today must be a knowledge worker who is able to 
create new value for the company through the intelligent 
use of external information and knowledge, and then to 
put the new knowledge into productive use and at the 
same time willingly share the new learning with others 
(Goh, 2002).  
 
 
The Chief Operating Officer of Taylor’s Business School 
(TBS), Frankie Ow said it was essential for workers in a 
k-economy to have knowledge management skills to 
capitalize on intellectual knowledge and developments in 
Information and Communication Technology (ICT). 
 
A nation with many knowledge workers will have the 
advantage over other countries from the economic 
perspective, Human Resources Minister (2002) Datuk 
Dr. Fong Chan Onn said.  
 
The k-workers are in demand now because of the 
changes and challenges brought about by globalization. 
Technology is also changing rapidly, especially in the 
field of ICT, and this has changed the way people work 
and communicate. Fong said the new technology used in 
developing an economy required knowledge and skills.  
“Therefore, we have to continuously learn and acquire 
the knowledge because the skills needed in our workers 
is always changing and developing.”  
 
He also described the relationship between employers 
and employees in Malaysia as “very satisfactory” and 
urged that this relationship be maintained and nurtured. 
To increase the nation’s productivity, workers, employers 
and the Government had to work together. The ministry 
had formulated certain action plans, strategies and 
programmes to generate a dynamic workforce. He said 
the Government was also giving opportunities to every 
level of society to participate in the country’s 
development. 
“We have been promoting different ways of working like 
teleworking and encouraging employers in the private 
sector to employ more disabled people”, he said, adding 
that 584 disabled people were emplo yed in the year 2001. 
 
3.2 Reluctance to Share Information 
 
The reluctance to share information is making it difficult 
for Malaysian organizations and agencies to manage 
knowledge although knowledge management is the key 
to their survival in the new economy, said Energy, 
Communications and Multimedia Deputy Minister 
(2001) Datuk Tan Chai Ho (Bernama, 2001).  
 
At the workplace, there is generally a reluctance to share 
information due to the perception that “knowledge is 
power”. And when power leads to promotions, there is a 
disincentive among staff to share (Lim, 1999). 
 
Knowledge sharing itself may be seen as an unnatural act 
by employees and as somewhat of a dilemma by 
management. As knowledge is further valued by the 
company, its employees may think: “If my knowledge is 
so important, why should I share it and risk my 
competitive advantages, or even my job?” (Yap & Fan, 
2002). 
 
Tan said the sharing of information, although an essential 
part of the process has been identified as a critical 
cultural change and the single largest stumbling block to 
k-management (Bernama, 2001).  
“Many companies have invested in expensive 
architecture, created roles, appointed people and offered 
incentives, but have not been able to build a sharing 
ethos.” 
 
Tan said k-management is still new to many Malaysians, 
adding that it is a challenge to embrace the concept and 
get into the rhythm of its mechanics. It is essential for 
Malaysians to realize that knowledge is the key resource 
to spur the country’s transformation into a knowledge 
economy, he said (Bernama, 2001).  
 
 In past job markets, specific and quality knowledge 
inflates the level of employee – indispensability. Today, 
an extra feature of the key performance indicators has 
claimed significance – the ability and willingness to 
share one’s knowledge (A.L., 2003). 
 
The cultural problems stem from old habits of hoarding 
knowledge. Getting people to share their knowledge 
requires not only new processes, but also a new covenant 
between employer and employees. Workers must be 
reassured that they will still be valued after they give up 
their know-how (Shahnon, 2000). 
 
The challenge is not in addressing the importance of 
knowledge, as this is an acknowledged necessity, but in 
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creating an environment that encourages knowledge 
sharing – especially in these turbulent times (Yap & Fan, 
2002). 
 
Getting the “right” culture for a knowledge-driven 
environment is generally seen as the most important 
knowledge management challenge. This is because 
organizational culture is the critical factor in removing 
barriers to knowledge sharing (Yap & Fan, 2002).  
 
 To address this issue, an organization will need to go 
through cultural shifts – from an atmosphere of suspicion 
and information hoarding – to an outward-focus culture 
where cooperation is based on mutual interest. This may 
require careful reengineering of reward and team 
structures (Yap & Fan, 2002). 
 
3.3Technology versus Culture 
 
Knowledge engineering methods and tools have come a 
long way towards addressing the use of a company’s 
knowledge assets. They provide disciplined approaches 
to designing and building knowledge-based applications. 
There are tools to support the capture, modeling, 
validation, verification and maintenance of the 
knowledge in these applications. However, these tools do 
not extend to supporting the processes for managing 
knowledge at all levels within the organization (Shahnon, 
2000). 
 
At the strategic level, the organization needs to be able to 
analyse and plan its business in terms of the knowledge it 
currently has and the knowledge it needs for future 
business processes. At the tactical level, the organization 
is concerned with identifying and formalizing existing 
knowledge, acquiring new knowledge for future use, 
archiving it in organizational memories and creating 
systems  that enable effective and efficient application of 
the knowledge within the profession. At the operational 
level, knowledge is used in everyday practice by 
professional personnel who need access to the right 
knowledge, at the right time, in the right location 
(Shahnon, 2000). 
 
Knowledge management proponents stress that the 
biggest trends in knowledge management has little to do 
with technology, and a lot to do with organizational 
culture. Managers who are ready to take the plunge into 
knowledge management will find that it’s more about 
changing business processes than about upgrading 
software. Most of the technologies that support 
knowledge management are already familiar to IT 
managers, such as groupware, data mining, document 
management, and search and retrieval. Knowledge 
management technology is not rocket science. 
Technology is not an obstacle to implementing 
knowledge management (Shahnon, 2000). 
 
Writing in the March-April issue of the Harvard Business 
Review, Morten Hansen, Nitin Nohira and Thomas 
Tierney claimed that the rise of networked computers 
make it possible to codify, store and share knowledge 
more easily and efficiently than in the past. Although 
information technology (IT) such as Intranets and 
Groupware makes it easier to capture and organize 
knowledge, most managers would agree that knowledge 
assets are still not handled well by many organizations in 
Asia (Yap & Fan, 2002). Too often, we’re faced with a 
large amount pf duplicate data or simply overloaded by 
information. This problem is perhaps best summarized by 
the famous quote of Lew Platt, former chief executive 
officer of Hewlett Packard: 
“If only we knew what we know, we would be three 
times more profitable”. 
 
It was soon realized that knowledge management was not 
a technical issue. Workers suffered information overload, 
database (which was renamed knowledge base) 
maintenance became an issue and redundancy was 
evident in the architecture. With high-levels of unmet 
expectations and additional work that did not seem to add 
value to users of the systems, frustration set in. If not 
physical, mentally and emotionally , the first superficial 
generation of k-workers gave up. There was no true 
motivation to share knowledge. And if traditional 
manufacturing systems required raw materials before 
processing is effected, what was there to process (or 
manage) then, without fresh knowledge? On top of that, 
having witnessed this failure, subsequent efforts to 
communicate the importance of knowledge management 
to people within such firms would be twice as 
challenging (A.L., 2003). 
 
Knowledge software companies themselves acknowledge 
that making tacit knowledge explicit is a huge challenge 
(Pringle, 2000). Research group IDC, meanwhile, 
estimates that Fortune 500 companies in the United 
States lost US$12 billion (RM46 billion) in 1999 because 
they were unable to manage corporate knowledge 
effectively. While 3.2 per cent of corporate knowledge is 
incorrect or becomes obsolete every year, it says, a 
further 4.5 per cent is unavailable due to employee 
turnover, information mismanagement and information 
hoarding. 
 
Like Dr. Cyril Brookes, founder of Grapevine 
Technologies, analysts also stress that knowledge 
management cannot yet be automated completely, on the 
basis that computers cannot make value judgments. For 
example, the Gartner Group maintains that human beings 
will be required to decide which content should be fed 
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into a best practice database for the foreseeable future 
(Pringle, 2000). 
 
But even if computers do become adept at picking out the 
important material for themselves, they will still not have 
cracked knowledge management (Pringle, 2000). The 
problem with knowledge is that it is not necessarily 
written down anywhere – much of it is contained in 
employees’ heads. Furthermore, everything that 
somebody “knows” cannot easily be captured in words – 
people do things intuitively that they are unable to fully 
explain or rationalize . 
 
McKinsey’s internal study found “teams have no way to 
be sure they have got the best knowledge the firm has to 
offer. To cover the bases, they replicate their requests  to 
multiple sources, causing duplication of work and 
expense. But often, the right knowledge, much of which 
exists only in the heads of people in the firm, is either not 
found or found too late to be used for real client impact” 
(Silverman, 2002).  
 
Databases frequently turn into information dumps, 
teeming with poorly classified or outdated information. It 
is often hard to make the knowledge floating around in 
an individual employee’s head accessible to everyone in 
a firm because employees are often reluctant or too busy 
to share information (Silverman, 2002). 
 
Consider the role of Intranets within organizations 
(Yuva, 2002). On paper, the idea of an Intranet is 
appealing because it creates that sense of community fo r 
managers. The management department can create its 
own web pages to disseminate information about the 
happenings and accomplishments in its area. However, 
Bob Newhouse, senior knowledge management advisor 
for the Houston-based American Productivity & Quality 
Centre (APQC), points out that before too long, an 
Intranet that was intended to be easily accessible and 
informative is now too large for the organization to 
manage. Because Intranets can quickly accumulate 
thousands of pages of web content, it becomes difficult to 
ascertain what’s current and accurate. Content 
management is a primary component of knowledge 
management and a major issue for organizations because 
it brings to light the need to retire content when it 
becomes outdated and to hold someone accountable for 
maintaining accurate and up-to-date information. 
 
3.4 Organising and Managing Unstructured Data 
 
3.4.1 What is Unstructured Data? 
 
Unstructured data takes the form of all sorts of 
information, printed and non-printed, which generally do 
not have any characteristic feature to organize their 
contents  (Jamaliah & Ungku , 2005). They range from 
forms of communication caught at the moment of 
spontaneous communication such as the e-mail and 
facsimile, to drafts of working papers, agreements, and 
blueprints to the unsorted documentation or snapshot 
capture of events. Our memories are also living examples 
of unstructured data. Unstructured data therefore is any 
compilation of material to which no apparent order has 
been construed. Even strings of word documents stored 
in any database can soon become unstructured as they 
accumulate and causing the initial objective (and order) 
of the collection to disappear because it has become too 
flexible and generic. 
 
3.4.2 Why We Need to Manage Unstructured Data 
 
Unstructured data comprises of 75 per cent of the type of 
data that surrounds us (Jamaliah & Ungku, 2005). 
Discussions, letters, memos, folklores, indigenous 
knowledge and notes are social transmission of messages 
and information that are translated into tactical plans. 
They capture the day to day problem and on-the-spot 
problem solving with a full fall back onto insights and 
past experience to guide the decision making. They are 
the manifestations of the culmination of wisdom 
synthesized, of insights formulated, of sense making 
triggered and the daring risks glimpsed. In short, 
unstructured data informs us of the 75 per cent of data 
which we have not yet formally begun to take stock of, 
but are merely aware of. It tells us we are planning with 
only 25 per cent of the information that surrounds us. 
 
3.4.3 The Difficulty in Managing Unstructured Data 
 
Unstructured data such as messages, e-mails, memos and 
reports are apparently featureless piles of documents 
(Jamaliah & Ungku, 2005). Apart from the title, the rest 
of the information in the document is “invisible”. Indeed, 
the contents of hundreds of research papers are often 
“invisible” safe for the keywords, but the extent to which 
the contents of one research paper relate to another is 
unknown. With no transparency to the order of their 
contents, it is difficult to draw on reservoirs of 
information that could influence a particular decision, 
task or project. This leads to uninformed decisions, 
overlooked risks and lost opportunities. 
 
Other difficulties arise because unstructured data class is 
in constant flux because files of this type: 
• Are continually created, modified and moved. 
• Not sorted by time, size, importance or any 
other standard classification method. 
• Do not conform to any customized enterprise 
compliance specifications. Thus normal data 
management tasks such as data cleanup and 
 113 
backup are often performed manually, hence 
highly individualized. 
 
However, neither content not knowledge work is truly 
unstructured (Jamaliah & Ungku, 2005). Content, despite 
often being called “unstructured data”’ is shaped – first, 
by intrinsic aspects of representation and expression and 
second, by the social context in which it is produced and 
consumed. The metadata about the document’s actual 
content – for example, content summaries, topics 
covered, and people or companies mentioned can tell the 
social context and purpose for/in which the document 
had been created. The implied challenge is devising 
methods for extracting the latent structure embedded in 
content. 
 
3.4.4  What is Meant by “Managing Unstructured 
Data?” 
 
Managing unstructured data refers to deriving at 
applications for routing and accessing content – slicing 
and dicing and manipulating it in all the ways typical of 
data stored in relational databases (Jamaliah & Ungku, 
2005). By routing, documents are automatically assigned 
to categories that relate to a user’s work, or to a broad 
general framework of reference. Documents belonging to 
specific categories can then readily be made accessible, 
hence triggering appropriate actions or responses within 
the enterprise. Management of unstructured data begins 
with extracting core information such as: 
 
• Entity extraction focuses on identifying “named 
entities” such as people, organizations, products 
and places. Also important are other special 
noun groups including large noun phrases that 
indicate topics or concepts, as well as improve 
higher-level capabilities including 
categorization, search and automatic 
summarization. 
• Fact extraction spreads out from entities and 
topics, connecting and contextualizing them in 
relationships, thus expressing facts. 
• Events or event classes, for example, the 
announcement of a merger and acquisition, 
along with the roles played by organizations as 
acquirer and acquired, would be information of 
this type. 
 
3.5  LEADERSHIP: FACILITATING 
KNOWLEDGE GENERATION 
 
It is difficult to identify the keys to managing knowledge, 
especially when the views on knowledge management 
vary between IT vendors, HR specialists and academics 
(Yap & Fan, 2002). After many hard-learnt lessons, all 
are gradually drawing a similar conclusion: it is a hybrid 
problem that requires a hybrid solution. 
 
Executives must appreciate that they’re not just dealing 
with another IT product selection or an internal 
communications programme (Yap & Fan, 2002). Instead, 
they must foster an environment for knowledge workers. 
This means facilitating mechanisms to recognize 
knowledge, providing the technology required in work 
processes, and managing and incentivising people with 
knowledge to share.  
 
Most knowledge management efforts over-emphasise the 
significance of technology (Yap & Fan, 2002). 
Knowledge management is often characterized as 
something that can be purchased off-the-shelf, ranging 
from a simple data repository or small-scaled document 
management system to an Intranet portal. No doubt, 
technology is a critical enabler for a knowledge-driven 
environment – however, a technology-driven effort alone 
is rarely successful. 
 
As with many management practices, knowledge 
management needs to be driven by strategy (Yap & Fan, 
2002). A strategic view means that initiatives are not 
focused on technologies or operations, but on achievable 
measurable and sustainable business benefits. Managers 
will need to understand the various types of knowledge 
available and the value proposition of introducing 
knowledge management into the company. Requirements 
should be prioritized by business goals, and a clear 
agenda defined: 
 
• Is the company trying to improve performance 
by leveraging process-related knowledge? 
• Is the company using customer knowledge to 
establish a more profitable and long-term 
relationship with the customers? 
• Is the initiative to implement knowledge is to 
ultimately build innovative products and 
increase competitive advantage? 
 
For example, a small enterprise may seek to leverage the 
knowledge embedded in its current work processes to 
improve efficiency; a business start-up may need to 
capture the technical know-how of its key employees, 
while a professional services firm may have vision in 
knowledge transfer. 
 
Leadership is the other important factor in shaping a 
knowledge-driven environment (Yap & Fan, 2002). In 
particular, the shift from an industrial to a knowledge 
economy calls for a revolution in the concept of 
leadership. With most of the value of the company 
residing in the knowledge of its employees, the primary 
role of senior management is to facilitate value 
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contribution from knowledge workers. This can be done 
by supporting them in utilizing their existing knowledge, 
as well as in generating new knowledge. 
 
Traditional leadership expects that employees will 
understand and satisfy the needs of top management 
(Yap & Fan, 2002). This concept is being challenged, as 
management is increasingly required to serve the 
knowledge needs of the ir workforce in order to harness 
their economic potential. 
 
As a company becomes more knowledge-centric, 
management will need to learn to put its trust in 
employees (Yap & Fan, 2002). Knowledge workers 
should be trusted as decision-makers and innovators. It 
also is to be expected that they will need to learn from 
mistakes. 
 
In Dobberstein’s paper entitled identifying Key Concepts 
in Knowledge Management: Setting the Framework, he 
highlighted why chief executive officers of companies 
need to improve efficiency and quality of both products 
and services (Penafort, 1999). 
 
“Today, global competition keeps eroding structural 
barriers (of businesses) which gives rise to the need to be 
competitive,” he said (Penafort, 1999). Dobberstein 
pointed out that we are also looking at faster cycle times, 
with declining communication costs with interconnected 
economies. He stressed that shareholders or owners of 
companies are also putting pressure on companies to 
perform, which in turn calls for management to be more 
flexible and adaptable to survive in a complex world.  
 
As such, knowledge management should be high on the 
CEO’s agenda when the appropriate business basics are 
in place, he said. 
 
Newhouse stated that as knowledge managers or senior 
management, they must make employees more effective, 
more efficient, feel motivated about their jobs and feel 
plugged into a community within the organization (Yuva, 
2002). There are many payoffs that can accrue through 
knowledge management, but the managers  really have to 
do a good job of making those benefits visible so that 
employees understand and appreciate why they should 




4.1 Knowledge Management Competencies 
It has been observed that different perspectives of 
knowledge and its management have created different 
sets of expectations about the roles and responsibilities of 
professionals (Chaudhry, 2005). It has made the job of 
developing required competencies very challenging. An 
important step in this process is a clear understanding of 
competencies required for effective knowledge 
management work. Chaudhry (2003) reported that 
knowledge management roles and responsibilities 
required an unusual mix of technological, psychological 












Figure 1 : Skills required for Knowledge Management Work 
 
A variety of competencies have been listed as core 
content to support knowledge management work. Sajjad 
and Chaudhry (2004) reported a desirable set of skills for 
knowledge management competencies. These are 
presented in Table 1. 
 
Table 1 : Desirable knowledge management competencies 
Competency Area Scope 
Leadership Competencies for 
Championing Knowledge 
Management Initiatives 
Developing infrastructures and 
facilitating creation and use of 
knowledge, and deployment of 
enterprise knowledge strategies. 
Communication and Public 
Relations 
Managing relations with external 
information providers, customers and 
stakeholders in the company. 
Management of Dynamic 
Content  
Creating knowledge repositories, 
organizational memories, best 
practices databases, etc. and 
organizing enterprise knowledge by 
creating infrastructure like Intranets, 
portals, web sites, etc. 
Using Enabling Technologies Using tools and techniques for text 
mining, summarization, push and pull 
technologies, taxonomies, ontologies, 
semantic webs, web directories, 
knowledge maps, etc. 
Managing Intellectual Assets Leveraging the human capital of an 




Creating knowledge friendly 
environment, deploying appropriate 
knowledge strategies and 
encouraging communities of practice. 
 
4.2 Taxonomy as a Means of Managing Data 
 
Taxonomy is a typical application used as a navigable 
directory for content (Jamaliah & Ungku, 2005). 
Taxonomy  is a categorization system that creates and 
maintains a hierarchical structure of categories and 
assigns documents to the categories. The categorization 















environment to secure the functionality of the search 
results to the structural, professional and managerial 
needs of the enterprise. Indeed, taxonomy’s ultimate 
evaluation occurs at the point of use – who the users are, 
how they will search for information, and what prior 
knowledge and insight they bring to the results of the 
search. These user-related qualities require taxonomies 
that respond and yield search results in a manner that 
qualitatively enhances the original search of the user.  
 
For example, a user who is interested in computer 
programming will appreciate results of a search for 
“chips” from a taxonomy that intelligently narrows down 
the reference to computer chips, rather than include 
chocolate chips and potato chips.  
 
Conversely, the “keyword” or “phrasal” search users type 
in their search entries can also be a useful source of 
information to database owners on how taxonomies can 
be structured to meet different information needs 
(Jamaliah & Ungku, 2005). Thus taxonomy developers 
need to cultivate awareness of key linguistic features to 
fit the purposes of specialized users. For unstructured 
data, the taxonomy can be based on intrinsic features 




A knowledge management programme can improve the 
level of customer and employee satisfaction, and 
indirectly increase a company’s bottomline. 
 
In a presentation Leveraging Knowledge for Better 
Performance and Profitability, Lexis -Nexis Asia Pacific 
managing director Eva Au said knowledge management 
was effective in checking high employee turnover.  
“Companies will spend less money in training new staff 
when there is a lower rate of resignations and this 
indirectly contributes to better profitability,” she said at 
the National Conference on Knowledge Management. 
 
Au said although the direct benefits of knowledge 
management could not be easily measured, it was 
nevertheless useful for a company to remain in a 
knowledge economy. 
 
Among the advantages of knowledge management are: 
 
• The sharing of knowledge and best practices 
• Leveraging of intellectual assets  
• Instilling of responsibility for knowledge 
sharing  
• Embedding of knowledge in products, services 
and processors 
• Foster innovation by encouraging the free flow 
of ideas 
• Improve customer service by streamlining 
response time 
• Enhance employee retention rates by 
recognizing the value of employees’ knowledge 




Managing our knowledge helps us maximize our 
potential, by exploring and untapping our hidden 
knowledge as much as possible. Its usefulness is 
dependent on the amount of new information we choose 
to feed ourselves with. The importance of knowledge 
management skills grows with the criticality of 
information digested for us to lead a fulfilling and 
rewarding life .  
 
Knowledge management is one of the most widely 
discussed management subjects today – it creeps up in 
the agenda of all major conferences and discussions with 
the executives. With the current motivation towards life -
long learning and creating a knowledge-based economy, 
knowledge management is here to stay. It will never be 
solely a technology problem, but rather a mainstream 
business issue of fundamental importance to any 
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